Purpose:There has been a slow but sure shift in the way health care delivery is being perceived, by both providers and patients. Patients aredemanding better quality of health care delivery both for the in-patient services, outpatient services or evenpreventive care.Health care is a rapidly growing sector which has gained much attention from researchers andpractitioners worldwide.
INTRODUCTION
Like any country that opens its economy, India has in the last 15years seen much change in theway business and industries as a whole deal with consumer demand and expectation with regard to qualityof service and goods being sold -this is especially evident in the health care
sector. There has been a slow but sure shift in the way health care delivery is being perceived, by both providers and patients. Patients aredemanding better quality of health care delivery both for the in-patient services, outpatient services or evenpreventive care.Health care is a rapidly growing sector which has gained much attention from researchers andpractitioners worldwide.
Due to tremendously increasing cost, many hospitals attempt to adopt qualityinitiatives such as lean and/or Six Sigma to improve their service operations. Implementing such processimprovement efficiently and effectively would ultimately help in delivering the highest value to customers.Many studies add that in addition to its positive implications on patient retention and loyalty, patient satisfaction influences the rate of patient compliance with physician advice and the healing process of patients (Calnan, 1988) .Evidence in both the manufacturing and services industries indicatesthat quality is a key determinant of market share and return on investmentas well as cost reduction (Parasuraman,Zeithaml, and Berry 1985). Two forms of quality arerelevant to service-providing organizations: technical quality and functionalquality
(Gronroos 1984).
Research suggests that service organizations share various commonalitiesin the service delivery process both within and across industries(Zeithaml, Berry, and Parasuraman 1988). For example, theintangible nature of services dictates that, unlike products, most servicesare produced and consumed at the same time. This characteristicincreases the importance of the provider-consumer relationship as wellas the potential for variation in service quality.Therefore, the purpose of this article is to report the results of astudy that examined the usefulness of the SERVQUAL scale for assessingpatients' perceptions of service quality in the hospital environment.At the practical level, the representativeness of the SERVQUAL itemsas they relate to hospital services was assessed. In addition to contentappropriateness, the length of the scale was a major consideration forthe population under study, in this case former patients of a hospital.The scale was subjected to extensive reliability and validity assessment.
The difference between private and public sector organization is well documented inthe literature. These differences are largely environmental-the situation in which these organizations operate. The private sector is consideredmore efficient compared to public sector owing to different incentives, market orientationand a decentralized business model. These fundamental differencesprovide strategic advantages leading to private sector growth and profitability.Nevertheless, these advantages are costly.Several tools have been developed to measurepatients' perceptions and expectations, but SERVQUALinstrument developed by 
SERVQUAL
According to Parasuraman, Zeithaml and Berry (1985, 1988, 1991, 1994) ,regardless of the type of service, consumers basically use the same criteria toassess quality. Service quality is a general opinion the client forms regarding itsdelivery, which is constituted by a series of successful or unsuccessfulexperiences. Managing gaps in service will help the company improve its quality.But gaps are not the only means clients use to judge a service.
These dimensions arebriefly commented below:
(1) Reliability:is the company reliable in providing the service? Does itprovide as promised?
Reliability reflects a company's consistency andcertainty in terms of performance. Reliability is the most importantdimension for the consumer of services; 
CUSTOMER SATISFACTION STUDIES IN HEALTHCARE
Because of increasing competition and more demanding consumers, servicequality has become a watchword for virtually all businesses and in the medical field in particular due to the high importance of excellent service quality in a field where poor servicequality could ultimately lead to morbidity. However, quality is difficult to measure for service providers in the medical fieldHealthcare service quality have been regarded as a multidimensional construct.It has been envisioned to be composed of two main parts: quality as perceived by theconsumer and quality in fact. Although many researchers argue the point that the 'real' quality of a service cannot be accurately portrayed in patient's perceptions, however patients will always continue to draw their own conclusions about the quality of the service. In healthcare especially, perception for the patient is the reality and it is the perceived quality as opposed to the actual or absolute quality that is important for healthcare professionals to manage. This is the basis on which consumers make purchase, repurchase and recommendation decisions (Paul, 2003).
Donabedien (1992)
states that the research concluded that health care is conceived as consisting mainly of two parts, a technical task and an interpersonalexchange and envisaged an ideal whereby practitioner and patient together engage in a search for the most appropriate solution (thus jointly engaging in the production of care). Another research was not in favorof medical services being driven by market forces and suggests that a costeffective practice should view patients not as consumers in episodic relationships but as co-producers in continuing relationships (Murfin et al., 1995). Cartwright (1986) found that men and women were equallysatisfied with their doctors, younger people were more critical than older people as well as the existence of an inverse relationship between social class and satisfaction.
REVIEW OF LITERATURE SERVICE QUALITY IN HEALTHCARE INDUSTRY
Understanding service quality is indispensable for service providers aspiring to attractand retain The dimensions were named as "courtesy", "tangibles", "reliability", "communication", "competence", "reliability", "understanding customer", "access" "patient outcomes"
"responsiveness", "caring", and "collaboration". 
OBJECTIVES OF STUDY
The main objectives of this study are:
(1) To explore the services offered by Private Hospitals to its patients.
(2) To find the expectation and perception of patients in private hospitals.
(3)
To determine whether there is any gap between the expectations and perception of patients.
(4) To determine whether patients getting value to their expenses against the services offered by the Private Hospitals.
(5) To determine whether patients are overall satisfied with the services offered by the private hospital and how much satisfied they are to recommend others also.
RESEARCH METHODOLOGY
The main concern of this research paper is to identify the factors affecting the quality of services being offered by the private hospital to its patients in Delhi and NCR. In order to generate the dimensions of quality a SERVQUAL model is used with certain modifications as per requirements. For the collection of data a structured questionnaire is used and in order to analyze the data SPSS version 17.0 is used.Total of 122 questionnaires were sent and out of 100 were used for analysis as they were fully filled. Thus the response rate is found to be 81.96%. The sampling technique used here is stratified random sampling. Five point likert's scale is used here in the questionnaire. The questionnaire related to demographic profile was also added to make the study more explorative and descriptive.
DATA ANALYSIS
The data collected through structured questionnaire is analyzed using SPSS 17. 
DEMOGRAPHIC PROFILE OF PATIENTS

SERVQUAL MODEL FOR IDENTIFYING SERVICE QUALITY GAPS
t-TEST AND ANOVA TEST FOR DEMOGRAPHIC COMPARISON
The t-test is used here for the Gender wise comparison of data and Anova is used for age, education and income wise comparison of data. To achieve a significance level of 0.05 for a two-sided test, the absolute value of the test statistic (|z|) must be greater than or equal to the critical value 1.96.
From table 7, it is observed that there is a significant difference of gender in the empathy factor out of the eight factors, only empathy factor has a significant difference between male and female while other factors in the gender have no significant difference in gender. Thus in other factors except empathy patients do not have significant difference in males and females. If we observe the mean values males are more satisfied than female in terms of empathy factors on which the management of hospitals needs to pay more attention.
If we observe in the age group there is also a significant difference in understanding the patients and again the empathy factor in the Income group has a significant difference. 
PAIRED SAMPLE T-TEST STATISTICS
.000
6. Documents are fast to retrieve and error free.
7. Same level of service experienced day and night.
Responsiveness 8. In case of emergency, hospital staff responds quickly.
9. Hospital staff and doctors show willingness to answer question of patients and their family members.
10. Waiting time in hospital is not more than one hour.
11. While talking to staff and doctors the patients and their family members feel confident.
Assurance 12. Staff and doctors of hospital are friendly and courteous.
6.37 .000
13. Patients and their family members are treated with dignity and respect.
14. Staff and doctors of hospital give clear explanation on the medical condition of patient.
.000 Empathy
15. Obtain feedback and keep the patients informed.
.060
16. Staff and doctors of hospital understand the specific needs of the patients.
6.84
.079* Courtesy 17. Staff and doctors look busy and rude when patients and their family members ask questions.
.000
18. Staff and doctors observe consideration to the property and values of patients.
Communication 19. During customers contacts service point, staff listen to problem and demonstrate understanding and concern.
9.55 .000
20. Staff able to explain clearly to a particular query.
21. Staff members call if a scheduled appointment is missed.
8.62
.000
Understanding the Patients 22. Staff recognize the regular patients.
.000
23. Staff is flexible enough to accommodate to patient's schedule.
Above 
REGRESSION ANALYSIS
Regression analysis is done to analyze and generalize the results and is being done to find the level of significance. The beta factor is higher in case of Tangibility and then in Empathy, it means the private hospitals has to concentrate more on this service quality dimension tangibility and empathy as theseare the most important dimensions for predicting the perception of patients regarding value in terms of money spended. 
CONCLUSION
It is to concluded that here the private hospitals are performing sufficiently well in terms of the dimensions of the service quality model. The higher gap score is argued in terms of patients' lack of experience and knowledge to judge certain dimensions. Therefore, to some extent the gaps may be inevitable, and the issue of `experience'comes into the equation, which has been previously raised as one of SERVQUAL'slimitations ( Buttle, 1996) . As each of the dimensions of the SERVQUAL model containing twenty three statements tested significantly the private hospitals could adopt a corporate policydrive to improve quality across the board.However, a more focused approach may beto focus on those areas considered to be of most relative importance as perceivedamong the sample. From the data collected, it was discovered that the there are certain factors where the service quality gap is more than 0.5 i. e. more than 10 % as the scale taken here is five point Likert's scale. The factors which have more than 0. 
LIMITATIONS OF STUDY
It is recommended that more research should be undertaken amongst the patients in private hospitals on a global basis. Such kind of research will provide the fruitful data and results can be used in comparing the services being provided by the private hospitals.
